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Abstract 
The present article aims to study the level of satisfaction of the students of the Faculty of Social Sciences with welfare services of 
Imam Khomeini International University of Qazvin. Due to the poor quality of some welfare services of the university and 
students’ dissatisfaction, this subject has been chosen in order to improve the quality of welfare services of the university. A 
questionnaire containing 11 questions has been used for data collection. SPSS software and Cronbach's alpha index have been 
used for data analysis and reliability analysis of the questionnaire, respectively. The results indicate the dissatisfaction of the 
university students. Therefore, it is recommended that the university authorities take the necessary measures in order to increase 
the students’ satisfaction and the level of university welfare services. 
© 2015 The Authors. Published by Elsevier B.V. 
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1. Introduction 
Universities as providers of academic services are of great importance in any society since the progress of a 
society depends on its universities and scientific centers. Therefore, the members of a society seek education in order 
to develop their society. As a result, their scientific and cultural character takes shape in the university. Accordingly, 
universities should employ experienced and expert professors in order to achieve their great goal which is the 
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development of their country and society. Of course, besides teaching various sciences, universities are also 
responsible for the promotion of the society’s culture and should educate learned and cultured people in the society. 
Students are the clients of universities and research centers . By learning different sciences, students form the 
industry of a country. Therefore, universities’ task is to increase the quality of their academic and research services 
day by day. At the same time, welfare services including food services, research and educational loans, proper 
dormitories, libraries with plenty of books and theses and other factors create favorable conditions for students in 
order to make every effort to achieve the above-mentioned goals. If universities neglect to provide these conditions, 
their student admission dramatically reduces since students’ satisfaction and the level of student admissions are 
interrelated. 
Accordingly, we decided to conduct this study in Imam Khomeini International University. Unfortunately, due to 
the shortage of time and budget, further sampling at a larger scale was not possible and the students of Faculty of 
Social Sciences have been chosen. This faculty includes some majors such as industrial management, MBA, general 
psychology, accounting, law, future studies, physical education and political science. 
For data collection, questionnaire method which tests 11 variables of welfare services has been used. The results 
are presented in the chapter of data analysis. Cronbach test method has been used for reliability analysis of the 
questionnaire. 
2. Statement of Problem 
After identifying the poor quality and some shortcomings in providing university welfare services and 
dissatisfied students, we decided to inform the university administrators of the students' satisfaction and ask them to 
examine and improve the quality of welfare services. 
3. The Importance of the Subject 
University is a place where the members of society are educated and enlightened. The students who seek to 
acquire knowledge and start working after graduation make a significant contribution to the development of industry 
in the society. As a result, the quality and reliability of scientific centers is of great significance. The level of 
students’ satisfaction with educational and welfare services in the university greatly contribute to the proportion of 
student admissions in the university. Through studying the level of satisfaction of students in the Faculty of Social 
Sciences of Imam Khomeini International University of Qazvin, we aim to increase the quality of welfare services 
and students’ satisfaction. 
4. Review of Literature 
The success of all organizations and institutions such as manufacturing or services, profit or non-profit and 
governmental or non-governmental organizations is influenced by several factors. One of the most important factors 
is considering customer satisfaction for achieving success in the business. Today, gaining customer satisfaction is 
one of the basic requirements of quality management systems and models of excellence. The different features of 
services complicate the evaluation of service quality and consequently its improvement. This requires using an 
appropriate tool for the evaluation of the quality of an intangible product. In addition, service unlike tangible goods 
is not storable, duplicable and does not remove defects. The customer is often present at the time of service 
provision and directly observes the existing defects. This indicates the sensitivity to improve quality in the field of 
services. It should be noted that due to the plenty number of human resources for carrying out service activities, the 
standardization of service quality seems impossible (Noorolsana et, al., 2008). 
Educational and research services, especially the services that are provided by universities and institutes of higher 
education are one of the important service fields  in any society which play a unique role in the development of 
society. Therefore, taking into consideration the improvement of the quality of educational and research services 
always seems necessary. The lack of employment of scientific methods in assessment and improvement of the 
quality of education and research services leads to poor utilization of intellectual capitals in society and poor policy-
making in researching. In addition, the increasing development of educational and research centers in the 
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knowledge-based societies indicates the necessity of designing an efficient tool for assessment and analysis of the 
quality of performance of the educational and research institution which is important in academic and research 
systems of Iran, especially regarding its long-term perspective to become a leading country in the region in the field 
of research and development (Noorolsana et, al., 2008). 
5. The Concept of Customer Satisfaction  
Customer satisfaction is considered one of the internal measures of organizations whose orientation is towards 
satisfying customer's needs and shows the direction of the quality promotion of products and services. According to 
Zhu Ran, customer satisfaction is a state in which the customer feels that the product features are in accordance with 
his/her expectations. Dissatisfaction is also the state in which product weaknesses cause consumers’ discontent, 
complaints and disapproval.  In other words, customer satisfaction is the customer/consumer response to the 
consumption or purchase of a product (Maleki and Darabi, 2008). 
6. The Concept of Service Quality 
Some researchers define service quality based on different theoretical hypotheses. For example, Bates and 
Hubbert (1994) have defined service quality as the customer’s general impression of relative inferiority or 
superiority of an organization and its services. Parasuraman, Zeithaml and Berry (1985) have defined the received 
service quality as “a global judgment or attitude towards the superiority of a provided service”. They pointed out 
that the judgment of service quality reflects the status and the difference between customer’s observations and 
expectations (Hock et al., 2009, p. 355). The foundational measures in the field of service quality have been taken 
by Parasuraman, et.al, in 1998. Cronin and Taylor (1994) offered the extended version of SERVQUAL 3, 
SERVPERF scale which measures only the customer’s understanding of quality as a necessary scale of evaluation 
(Gorji et.al, 2010).  
7. Student Satisfaction 
The advancement of technology, removal of manufacturing monopoly, providing different services by 
universities and institutes and increasing competition have made universities change their policies from product 
orientation to student orientation. On the other hand, students as one of the most important environmental factors 
effective in the success of the universities are always looking for the suppliers that provide better services. Due to 
the existence of various research and educational service suppliers who provide relatively equal quality, most 
students have numerous choices services to make when ordering their desired services. Under such competitive 
conditions and due to the uncertainty about the future, the issue of student satisfaction which guarantees the survival 
of universities is of particular importance. Regarding the importance of considering customer Peter Drucker states:  
“If we want to understand the concept of business, we should start from its goal. There is only one valid definition 
of business goal: customer creation. It is the customer that determines what business is. 
In university management industry, the importance of student becomes greater according to the type of offered 
services and by taking into consideration the type of close relationship between organization and the students since 
students are the only source of income for institutions and organizations of universities without whom there will be 
no organization. Thus, it is necessary that their viewpoints, tastes and desires be completely taken into consideration 
from the time of service production to that of service supply to students. Considering and giving importance to the 
ideas and beliefs of students leads to the creation of their sense of belonging and loyalty to university and not only 
does it create a sense of satisfaction in students but makes them feel to be a member of the organization. This 
satisfaction is the key to success of university. Due to the above reasons, universities compete to take some steps for 
attracting new students and gaining the satisfaction of their existent students. In this competitive market, only the 
university branch can be more successful that besides coordinating its performance and activities with the needs and 
desires of students, gaining their satisfaction and gaining a greater share of the market increase their own interests 
and profits (Abdul,2001) (Motevalli et al. 2011). 
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8. Research Background  
Similar studies have been conducted in the country which we refer to them briefly: 
In 2007 Dr. Hamidreza Yazdani proposed a model for assessing the quality of university services in his study (a 
case study of University of Tehran). 
In his study in 2007, Dr. Mohammadreza Faghihi has measured the index of satisfaction of professors, students 
and employees of Faculty of Engineering of Tarbiat Modares University. 
Dr. Seyed Alireza Mousavi in 2008 has examined the factors effective in the satisfaction of customers of 
Electronics and telecommunications industry of Nokia mobile phone. 
Some similar studies abroad include: 
In 2002-2003, Makcing measured customer Web satisfaction, prediction and disapproval of hi/her viewpoint in 
his study. 
In his study in 1999-2000, Smith proposed a model of customer satisfaction with services provided in countries 
that are involved in the decline and recovery. 
9. Research Hypothesis 
H1: there is a significant relationship between the satisfaction of students in the Faculty of Social Sciences and 
the quality of welfare services in Qazvin International University.  
H0: there is not a significant relationship between the satisfaction of students in the Faculty of Social Sciences 
and the quality of welfare services in Qazvin International University. 
10. Research Methodology  
In terms of purpose, the present study is an applied research and has been conducted through field and 
descriptive-survey methods. The study population consists of the Faculty of Social Sciences of Imam Khomeini 
International University of Qazvin in the year 2014 including all new graduate, post-graduate and Ph.D. students in 
2014 and students studying at the university. 
11. Sampling 
The sample has been randomly collected during 2 weeks. According to the supervisor’s recommendation, the 
sample is comprised of 100 students. Table 1 shows the number of disciplines of the Faculty of Social Sciences and 
the number of students in each period are determined. 
                           Table 1 - the Majors of the Faculty of social sciences, academic level of each discipline and number of students 
Discipline Academic Level Number of Students 
physical Education Bachelor’s Degree 83 students 
Accounting Bachelor’s Degree 127 students 
Industrial Management Bachelor’s Degree 117  students 
Political Science Bachelor’s Degree 126 students 
Law Bachelor’s Degree 160 students 
General Psychology Bachelor’s Degree 135  students 
Accounting Master’s Degree 55  students 
Industrial Management Master’s Degree 96  students 
Political Science Master’s Degree 72 students 
Law Master’s Degree 77 students 
General Psychology Master’s Degree 45 students 
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Accounting Doctoral Degree 13 students 
Future studies Doctoral Degree 16 students 
 
12. The Method of Data Collection 
A questionnaire has been used for data collection. In order to examine the welfare services of the university, 11 
variables have been offered in the form of questions. According to the supervisor’s opinion, 100 questionnaires have 
been designed. These variables include:  
x The level of satisfaction with self-service food quality 
x The level of satisfaction with transformation services in Qazvin 
x The level of satisfaction with university Internet  
x The level of satisfaction with the Faculty of Social Sciences site 
x The level of satisfaction with the conditions of classes in terms of heating, cooling and lighting 
x The level of satisfaction with the conditions of dormitories 
x The level of satisfaction with the variety of books, theses of the university library 
x The level of satisfaction with religious activities and religious atmosphere of the university 
x The level of satisfaction with scientific committee activities and cultural centers of the university 
And 2 other descriptive questions have been asked for the assessment of students' frequency in the academic 
levels and their orientation. 
13. The reliability analysis of the tool measuring the quality of university services 
Cronbach's alpha index is used to measure the internal consistency of questions. Internal consistency means that 
some questions have been taken into consideration to measure a common concept. In practice, they have also similar 
scores. The results are displayed in the table 2,3,4.This analysis has been performed using SPSS16 software. 
Cronbach’s alpha value for the studied questionnaire is equal to 0.72. Cronbach's alpha value should be greater than 
0.70, the obtained Cronbach's alpha value of the questionnaire is higher than 0.70. 
                                Table 2.The Reliability Analysis of the Questionnaire 
Case Processing Summary 
  
N % 
Cases Valid 56 56.0 
Excludeda 44 44.0 
Total 100 100.0 
Listwise deletion based on all variables in the procedure. 
                              Table 3. The Reliability Analysis of the Questionnaire 
Cronbach's Alpha N of Items 
.726 9 
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                           Table 4. The Reliability Analysis of the Questionnaire.Item-Total Statistics 
Corrected Item-
Total Correlation 
 Scale Mean if Item 
Deleted 
Scale Variance 
if Item Deleted 
 Cronbach's Alpha if Item 
Deleted 
.289 s3 23.4643 17.781  .724 
.565 s4 23.3750 14.820  .666 
.298 s5 23.6071 19.552  .719 
.493 s6 23.5714 17.958  .692 
.394 s7 23.2857 15.553  .712 
.527 s8 23.2679 16.091  .677 
.443 s9 23.1607 17.301  .694 
.293 s10 22.8750 19.130  .718 
.413 s11 23.3929 18.606  .704 
 
 
 
The removal of any questions does not lead in the increased Cronbach's alpha. It can be concluded that the 
present questionnaire has appropriate reliability for measuring the concept of university service quality.  
14. The validity analysis of the tool measuring the quality of university services 
It indicates to what extent the questions in the questionnaire have content validity. A supervisor has assisted in 
preparing and designing the questionnaire questions. Additionally, by investigating the questionnaire of other 
articles with similar subject, the validity of the questionnaire has been ensured. 
15. The normality analysis of data questionnaire 
After examining the reliability of questionnaire, the normality of data has been analyzed. SPSS16 software and 
Kolmogorov–Smirnov test have been used. In the expected test, the level of normality should be higher than 
0.05.The obtained valued for all questions has been less than 0.05. The value achieved for all questions is less than 
0/05 which means that none of the variables are normally distributed and nonparametric statistics should be 
used.Table 5 represents the normality analysis of data questionnaire .One-Sample Kolmogorov-Smirnov Test. 
Table 5- The Normality analysis of data questionnaire .One-Sample Kolmogorov-Smirnov Test 
  Eju filed s3 s4 s5 s6 s7 s8 s9 s10 s11 
N 100 100 68 98 100 100 100 69 98 98 100 
Normal Parametersa Mean 1.5400 4.0000 2.7500 2.7143 2.6500 2.5600 2.9500 3.0290 2.9490 3.2245 2.7900 
Std. Deviation .61002 2.27858 1.11134 1.10295 .53889 .64071 1.21751 .96970 .96722 .66628 .62434 
Most Extreme 
Differences 
Absolute .332 .160 .280 .225 .362 .319 .226 .242 .266 .275 .312 
Positive .332 .160 .190 .163 .266 .319 .174 .179 .173 .275 .258 
Negative -.255 -.136 -.280 -.225 -.362 -.244 -.226 -.242 -.266 -.235 -.312 
Kolmogorov-Smirnov Z 3.320 1.600 2.310 2.224 3.620 3.190 2.264 2.008 2.633 2.720 3.117 
Asymp. Sig. (2-tailed) .000 .012 .000 .000 .000 .000 .000 .001 .000 .000 .000 
405 Niloofar Motefakker /  Procedia Economics and Finance  36 ( 2016 )  399 – 407 
  Eju filed s3 s4 s5 s6 s7 s8 s9 s10 s11 
N 100 100 68 98 100 100 100 69 98 98 100 
Normal Parametersa Mean 1.5400 4.0000 2.7500 2.7143 2.6500 2.5600 2.9500 3.0290 2.9490 3.2245 2.7900 
Std. Deviation .61002 2.27858 1.11134 1.10295 .53889 .64071 1.21751 .96970 .96722 .66628 .62434 
Most Extreme 
Differences 
Absolute .332 .160 .280 .225 .362 .319 .226 .242 .266 .275 .312 
Positive .332 .160 .190 .163 .266 .319 .174 .179 .173 .275 .258 
Negative -.255 -.136 -.280 -.225 -.362 -.244 -.226 -.242 -.266 -.235 -.312 
Kolmogorov-Smirnov Z 3.320 1.600 2.310 2.224 3.620 3.190 2.264 2.008 2.633 2.720 3.117 
Asymp. Sig. (2-tailed) .000 .012 .000 .000 .000 .000 .000 .001 .000 .000 .000 
a. Test distribution is Normal.            
 
16. Findings 
16.1. Friedman Test (nonparametric statistics) 
Friedman test is a nonparametric test, an equivalent of variance analysis with repeated extents (intragroup) which 
is used to compare the mean scores in the variable K (group). 
     Table 6- Friedman Test 
 
 
 
 
 
 
 
 
 
 
 
 
 
Statistics table, mean statistics, standard deviation and the minimum and maximum of the data are presented. The 
names of the variables are listed in the first column on the left. In the second column the number of valid data is 
assumed to be 56 and in the third column the average number of responses of each question is listed. The fourth 
column shows the standard deviation of the data. In the fifth and sixth columns the minimum and maximum of 
quality range of each question are presented. 
Descriptive Statistics 
 N Mean Std. Deviation Minimum Maximum 
Eju 56 1.5357 .63143 1.00 3.00 
filed 56 4.2857 2.30978 1.00 8.00 
s3 56 2.7857 1.02184 1.00 5.00 
s4 56 2.8750 1.17647 1.00 5.00 
s5 56 2.6429 .55362 2.00 4.00 
s6 56 2.6786 .69038 2.00 5.00 
s7 56 2.9643 1.30683 1.00 5.00 
s8 56 2.9821 .99984 1.00 5.00 
s9 56 3.0893 .87960 1.00 4.00 
s10 56 3.3750 .67588 2.00 4.00 
s11 56 2.8571 .64466 2.00 4.00 
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                                                         Table 7- the mean scores in Friedman test. Ranks 
 Mean Rank 
Eju 2.22 
filed 7.96 
s3 5.86 
s4 6.24 
s5 5.11 
s6 5.33 
s7 6.29 
s8 6.46 
s9 6.83 
s10 7.73 
s11 5.98 
 
According to this table, the highest score belongs to question 10 which is based on the level of satisfaction with 
religious activities and religious atmosphere in university. This means that most respondents have chosen the option 
“much” and are satisfied with the religious activities and atmosphere of the university. The lowest score is related to 
question 5 which is based on the satisfaction with Internet services of the university with which the student are not 
very satisfied. The quality of the university services is shown in table Rank on the basis of the obtained scores as 
follows: 
x The level of satisfaction with religious activities and religious atmosphere of the university with a score of 7.73 
x The level of satisfaction with the variety of books, theses of the university library with a score of 6.83 
x The level of satisfaction with the conditions of dormitories with a score of 6.46 
x The level of satisfaction with the conditions of classes in terms of heating, cooling and lighting with a score of 
6.29 
x The level of satisfaction with self-service food quality with a score of 6.24 
x The level of satisfaction with scientific committee activities and cultural centers of the university with a score of 
5.98 
x The level of satisfaction with transformation services in Qazvin with a score of 5.86 
x The level of satisfaction with the Faculty of Social Sciences site with a score of 5.33 
x The level of satisfaction with university Internet with a score of 5.11 
                                                               Table 8- the main conclusion of Friedman Test. Test Statisticsa 
 
 
 
 
 
 
N 56 
Chi-Square 
139.151 
df 10 
Asymp. Sig. .000 
a. Friedman Test 
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The table Test Statistics shows the content of the main conclusion of Friedman test. As you see, the degree of 
freedom is three and the significance level of P-Value test is zero which indicates the rejection of hypothesis 
H0.That is to say there is a significant relationship between the satisfaction of student of the Faculty of Social 
Sciences and the service quality of the university. The level of religious activities and religious atmosphere of the 
University has the highest score and Internet of the university has the lowest score. 
17. Discussion and Conclusion  
In this study, the level of satisfaction of students of Faculty of Social Sciences with welfare services of Imam 
Khomeini International University has been investigated. For this purpose, a questionnaire has been designed and the 
reliability of Cronbach's alpha test has been examined by the software SPSS16 which is concluded to be 0.72.This 
value is greater than 0.70 and the questionnaire has reliability. Its validity has been also evaluated by the supervisor. 
After 2 weeks the questionnaire was distributed among the students of the Faculty of Social Sciences. The achieved 
result has been analyzed by the software SPSS16, Kolmogrov-smirnov test and data normality tests. The value of all 
the variables is lower 0.05 and they follow nonparametric statistics. Therefore, Friedman test has been analyzed 
through software SPSS16.The result suggests that hypothesis H0 is rejected and hypothesis H1 which is based on the 
existence of a significant relationship between student’s satisfaction and the welfare services of university is 
confirmed. According to this test, the variable of level of the satisfaction with religious activities and religious 
atmosphere of the university with a score of 7.73 has the highest score and variable of the level of satisfaction with 
the Internet of the University with a score 5.11 has the lowest score. 
18. Recommendations 
It is recommended that the university authorities install a modem device in each floor of the Faculty of Social 
Sciences in order to increase internet coverage. In addition, it is recommended that they increase the number of 
computers in Faculty of Social Sciences for M.A. students, check the location of classes and equip them with 
heating facilities in winter. Transportation services to universities are to be provided more so that the students can 
easily attend their classes. They should also encourage scientific committees to hold different courses the students 
need. 
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